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See the log-in and call-in information below. An RSVP is required to ensure that 
we have enough phone lines and/or seats. The presenter will be in Golden, Colorado)

Today, utilities around the world are preparing their fields for 
the smart grid. But how are they preparing customers for new 
innovations and greater involvement in energy efficiency, demand 
response, and load-shifting? It is no secret that utilities’ relationship 
with customers for the past 100 years has been paternalistic. The 
smart grid will change all that, to a relationship that involves 
customers as co-creators of value. This presentation distills from research, case 
studies, and other sources the five first principles for designing the social side 
of the smart grid equation. The first principles are:

1. Embrace customer-centered design 
2. Blend rational and emotional experiences 
3. Engage customers in small, observable steps of adoption 
4. Segment by observable customer actions 
5. Use action research to drive emergence and evolution of solutions

These first principles form a checklist that smart grid stakeholders (researchers, 
regulators, utilities, interveners, and vendors) can use to guide business cases, 
regulatory filings, and strategic plans associated with the customer side of 
smart grid initiatives.              

Peter C. Honebein is a principal with Customer Performance Group, LLC, a management 
and marketing strategy consulting firm. He is also an adjunct professor at Indiana 
University and University of Nevada, Reno, where he teaches course in marketing, 
customer experience design, human performance, and instructional strategy. Honebein 
earned his Ph.D. in instructional systems technology at Indiana University, and holds a 
bachelor’s degree in broadcast sales and management from Pepperdine University. 
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